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Sound Test

We are testing sound at this time.
If you cannot hear the sound test, please 
check the volume on your speakers or 
listening device. 

If you continue to have problems, a 
recorded webinar will be placed on the 
Ohio Department of Medicaid’s website



This presentation is intended for agency providers that are 
using the Sandata Electronic Visit Verification (EVV) 

system, provided by the state, to record visits.

Agency providers using an alternate vendor for visit 
capture and management should work with their Alternate 

EVV system on streamlining workflows for visit capture.



Agenda

• Review Terms and Definitions 
• Discuss Auto-verification 

• What is Auto-Verification
• Why Auto-Verification matters

• Discuss How to Maintain Auto-Verification 
• Set Up Accurate Records 
• Use the Right Tools
• Look for Trends
• Address Claims Matching Errors 
• Review EVV for Help

• Questions 



Review Terms and Definitions 



Review Terms and Definitions

Agency Provider: An entity that provides care to an individual and 
records services using EVV

Sandata EVV: The online portal used by agency and non-agency 
providers to manage Sandata EVV visits and records 
(https://evv.sandata.com) 

https://evv.sandata.com/


Review Terms and Definitions

Exception: An indicator of missing or inaccurate information in 
Sandata EVV 

Verified Visit: A visit that does not contain any exceptions 

Processed Visit: A visit that does not contain any exceptions, and 
has been matched with a claim



Review Terms and Definitions

Client: An individual who receives services subject to EVV 
requirements

Employee: A person who is employed by an agency provider to 
provide care to one or more clients (individuals)



Review Terms and Definitions

Sandata Mobile Connect (SMC): Sandata’s mobile visit verification 
option; an application that can be downloaded onto a personal smart 
device or run on a Sandata EVV device 

Telephony: Sandata’s telephone visit recording option; providers dial 
an automated line and answer questions to record a visit. 



EVV Visit Capture Review

Complete 
EVV 

Training

Download 
Welcome 

Kit

Log in to 
EVV Portal

Setup 
Users, 

Clients, and 
Employees

Log EVV 
Visits 

Fix any 
errors

Visits are 
matched 

with claims 



What is Auto-Verification?



What is Auto-Verification?

Auto-verification is when a visit is captured at the 
point of care with no edits required in Sandata EVV 

to correct the visit

When a visit is auto-verified, there is no additional 
work needed from the provider in EVV



Visit Capture Review – What is Required 

These data points must be captured for the visit to be verified: 
• Direct caregiver of service

• Username or Employee Santrax ID
• Individual receiving service

• Client ID or Client Medicaid ID
• Service provided
• Start and end date and time of visit



Visit Capture Review 

NOTE: The visit will only be auto-verified if the information on the 
visit matches records in Sandata

• Example – client record on visit matches the client record in 
EVV

An auto-verified visit does not always guarantee a matched claim

We will cover claims matching later in this presentation



Visit Capture Review – Visit Maintenance  

Visits should be reviewed in the EVV portal by providers to ensure: 
• The visit is captured
• The visit has both a call in and a call out
• The visit has all the required pieces of information

Visits with missing or incorrect information may have exceptions
• Visits with exceptions are not Auto-Verified
• All exceptions must be resolved for a visit to reach a 

Verified status



Why Auto-Verification Matters



Why Auto-Verification Matters

• More auto-verified visits = less EVV maintenance time

• Only a Verified visit can be matched with a claim
• Having more auto-verified visits can increase your claims 

matching rate with less visit maintenance work required 

• Improve overall EVV compliance



Maintain Auto-Verification



Maintain Auto-Verification 

Set Up Records in EVV Portal

Have the Right Tools

Look for Trends in Visit Maintenance

Address Claims Matching Errors

Review EVV Help



Set Up Records in EVV Portal



Set Up Records – Clients 

The client (individual) record must be completed before the client can 
be associated with a visit. Please double-check the following fields 
when creating the client record:

• Client first name 
• Client last name 
• Client Medicaid ID number 
• Payer, program and service 
• Service start date 
• Payer ID – for individuals with a PIMS ID, and no Medicaid ID 

yet



Set Up Records – Clients 



Set Up Records – Clients 



Set Up Records – Employees 

The employee record must be completed by the agency before the 
employee can be associated with a visit. Please double-check the 
following fields when creating the employee record:

• Employee first name 
• Employee last name 
• Employee email address
• Employee social security number
• Checking the ‘mobile user’ box 



Set Up Records – Employees 



Have the Right Tools



Have the Right Tools – Sandata Mobile Connect

Company ID (2- XXXXX) 
• Example “STX40001 = 2-40001” 

Username
• Email address entered in the employee record 

Password
• Emailed directly to the caregiver when the employee record is saved 

The Client ID or Client Medicaid ID
• Located in the client record 

The service being provided to the client 
• Located in the client record 



Have the Right Tools – Telephony 

Toll free number 
• Phone number and a backup number are in the Call Reference Guide, 

located in the agency Welcome Kit 
Employee Santrax ID 

• Located in the employee record
The Client ID or Client Medicaid ID

• Located in the client record 
The service ID, for the call out process 

• Located in the Welcome Kit, or posted here

https://medicaid.ohio.gov/static/Providers/EVV/Providers/TVV_Service_ID_List_Agency.pdf


Look for Trends



Look for Trends

In Visit Maintenance, you may use these questions to look for 
trends:

• Are there reoccurring exceptions? If so, what are they?
• Are exceptions occurring most often for the same 

employee or client visits?
• Could training or other process changes reduce the number 

of exceptions?



Look for Trends

In Visit Maintenance, check visits regularly to address patterns



Look for Trends

In Visit Maintenance, check visits regularly to address patterns



Look for Trends – Reoccurring Exceptions 

Certain exceptions can appear on every EVV visit until the data 
source for the exception is resolved, preventing auto-verification:

• Missing/Unauthorized Service 
• Unknown Client 
• Unknown Employee

Let’s review how to use data entry to reduce these exceptions



Missing/Unauthorized Service 

To prevent future missing or unauthorized service 
exceptions, we need to know what the correct 

service is on the client record, and how to use that 
service in visit capture 



Missing/Unauthorized Service 

On the navigation panel, click Data Entry, then click Clients



Missing/Unauthorized Service 

Search for the client record, then click the pencil icon next to the client’s 
name to open the record details



Missing/Unauthorized Service 

Note the payer, program, and service in the client record, or add if the 
data does not exist, and save the client record if changes were made



Missing/Unauthorized Service – Telephony

If using Telephony, match the service to the code on the Service List

https://medicaid.ohio.gov/static/Providers/EVV/Providers/TVV_Service_ID_List_Agency.pdf


Missing/Unauthorized Service – SMC

If using Sandata Mobile Connect, all 
services from the client record will 
display automatically as options to select



Unknown Client

To prevent future unknown client exceptions, 
we need to verify that the client record exists, 

and provide the client ID number to the 
employee to use for visit capture 



Unknown Client 

When the search results display, note the Client ID number in the 
middle of the screen 

This is the number that employees will enter when recording future 
visits for the client 



Unknown Client 

TIP: If the client record has not been created, click Data Entry > Clients, 
then click Create Client in the upper right-hand corner of the screen to 
create a record. 



Unknown Client – SMC

If using Sandata Mobile Connect, enter the client ID number or client 
Medicaid ID number on the search client screen



Unknown Client – Telephony

If using Telephony, enter the client ID number when prompted



Unknown Employee

To prevent future unknown employee exceptions, 
we need to verify that the employee record exists, 

and provide the email address and Santrax ID to the 
employee 



Unknown Employee

Use one or more fields to search for the employee record

TIP: You may also leave these fields blank and click Search to see a list of 
all employees in your EVV portal 



Unknown Employee

When the search results display, click the pencil icon on the right-hand 
side to open the employee record 



Unknown Employee

In the employee record, the email address is used for SMC, and the 
Santrax ID is used for Telephony



Unknown Employee

NOTE: If the employee record has not been created, click Data Entry > 
Employees, then click Create Employee in the upper right-hand corner 
of the screen to create a record. 



Unknown Employee – SMC

If using Sandata Mobile Connect, the employee enters their username on 
the SMC sign in screen



Unknown Employee – Telephony

If using Telephony, enter the client ID number when prompted



Address Claims Matching Errors



EVV Claims Matching Process

Provider sends claim 
to payor

Payor sends claim 
information to Sandata

Verified visit in EVV 
changes to Processed 

status when a 
matching claim is 

found  

If a visit does not 
change to processed 

status, provider can fix 
the claim or visit



Address Claims Matching Errors – Examples 

Exceptions
• The visit is in Incomplete status and needs errors fixed

Timing
• A claim is sent to payor before a visit is in a Verified status

No Visit Recorded
• A claim is sent to payor before the provider logs a matching visit
• For example, if a caregiver forgets to log a visit, then bills for that 

visit
Incorrect Information

• A visit is logged with a service that does not match the claim



Address Claims Matching Errors – How to Fix 

There is no visit in EVV for the 
service date on the claim

There are exceptions on the visit 
in EVV (visit status is incomplete)

The Medicaid ID entered in the 
EVV system for the individual 
does not match the claim

Fix the date of service on the claim 
or use the Create Call button in 
Visit Maintenance to create the visit

Fix exceptions on the Visit Details 
screen in visit maintenance

Fix the Medicaid ID number on the 
claim, or fix the Medicaid ID number 
on the client record 



Address Claims Matching Errors – How to Fix 

The date of service on the claim 
does not match the date on the 
visit

The service code billed on the 
claim does not match the service 
on the visit 

The billed units are less than or 
equal to what the visit shows in 
EVV

Fix the date on the claim or visit to 
match the correct date of service

Fix the procedure code on the claim, or 
fix the service code on the visit and/or 
client record to match the correct 
service provided

Fix the units on the claim or edit the 
call times on the visit to match the 
times when the visit happened 



Review EVV Help



Review EVV Help

Agency Provider Resources
• Agency EVV Training Manual 

https://medicaid.ohio.gov/static/Providers/EVV/Trainng/Pha
se3-Agency-Guide.pdf

• Agency EVV Video Library
https://fast.wistia.net/embed/channel/vkywg2l6bp

*Please note: The videos in the EVV Video Libraries do not meet the training requirement 
for the EVV program. If you have a question about how to meet the training requirement, 
please reach out to the EVV Provider Hotline at 855-805-3505, or email 
ODMCustomerCareEmail@sandata.com

https://medicaid.ohio.gov/static/Providers/EVV/Trainng/Phase3-Agency-Guide.pdf
https://fast.wistia.net/embed/channel/vkywg2l6bp
mailto:ODMCustomerCareEmail@sandata.com


Review EVV Help

Non-Agency Provider Resources
• Non-Agency EVV Training Manual

https://medicaid.ohio.gov/static/Providers/EVV/Trainng/P
hase3-Non-Agency-Guide.pdf
Non-Agency EVV Video Library
https://fast.wistia.net/embed/channel/qkz324kz0p

*Please note: The videos in the EVV Video Libraries do not meet the training requirement 
for the EVV program. If you have a question about how to meet the training requirement, 
please reach out to the EVV Provider Hotline at 855-805-3505, or 
email ODMCustomerCareEmail@sandata.com

https://medicaid.ohio.gov/static/Providers/EVV/Trainng/Phase3-Non-Agency-Guide.pdf
https://medicaid.ohio.gov/static/Providers/EVV/Trainng/Phase3-Non-Agency-Guide.pdf
mailto:ODMCustomerCareEmail@sandata.com


Review EVV Help

Provider 1-1 Session with Sandata Trainer and Virtual Office 
Hours

• https://go.oncehub.com/ODMEVVHelp

https://go.oncehub.com/ODMEVVHelp


Questions



Reach Out with Questions
EVV Provider Hotline: 

For help with a device or the EVV Portal, call 855-805-3505 or email 
ODMCustomerCareEmail@sandata.com

Hours of Operation: 
Mon-Fri, 7am-8pm
Sat-Sun, 9am-5pm

ODM EVV Team: 

For general EVV questions, email ODMEVV@Sandata.com or leave a voicemail at 614-705-1082 

ODM Provider Assistance Hotline: 

For help with changing contact information in MITS or claims questions call 800-686-1516 

mailto:ODMCustomerCareEmail@sandata.com
mailto:ODMEVV@Sandata.com

